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Course Competencies

Unit 1 - Course Orientation

UDC-5001  Describe the POST-approved process and requirements for dispatcher
certification and recertification.

UDC-5002  Describe the major provisions of the Utah Code Annotated 1953, Section 53-6-
102 and Sections 53-6-301 through 53-6-310).

Unit 2 - Role of the Emergency Dispatcher and Overview of Public Safety Organizations

UDC-5003  Describe how the public safety dispatcher interrelates with other segments of
public safety organizations; how dispatchers help accomplish the missions of
public safety agencies; their roles within law enforcement, fire, and emergency
medical service organizations; and their responsibilities regarding their own code
of ethics.

Unit 3 - Communication Technology

UDC-5004  Describe the communications technology components, including basic map
utilization, in the public safety dispatcher environment.

Unit 4 - Telephone Communication Skills Techniques

UDC-5005  Identify the proper methods, techniques, and skills necessary to handle calls for
service and obtain information in an efficient manner while projecting a positive
and professional image of commitment to service.

Unit S - Law Enforcement Dispatching

UDC-5006  Describe the techniques, terminology, and responsibilities required of a law
enforcement dispatcher and the multi-tasking and prioritization procedures

required in handling emergency and non-emergency calls.

UDC-5007  Able to perform job-related radio dispatch functions, using all applicable skills
and knowledge in a simulated working environment.
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Unit 6 - Dispatcher / Officer Safety - Working as Team

UDC-5008  Describe the dispatcher's responsibility for officer safety and effective
communication, how to prioritize officer safety in emergencies and hazardous or
special response situations, and how to identify calls, which could require
additional officers for back-up.

Unit 7 - Crime Classification/Definitions - Utah Penal Code

UDC-5009  Describe the major categories of crimes investigated by law enforcement officers;
situations that fall under civil law; how law enforcement personnel may become
involved; the different laws pertaining to juveniles and which agencies have
jurisdiction over juveniles and which agencies have jurisdiction in certain civil
matters as each of these is defined in the Utah Criminal Code.

Unit 8 - Police Call-taking Classification/Interrogation

UDC-5010  Identify and describe the guidelines used in different call interrogation protocols.
Identify proper call prioritization.

UDC-5011  Able to perform job-related telephone functions, using all applicable skills and
knowledge, in a simulated working environment.

Unit 9 - Legal Aspects of Emergency Dispatching

UDC-5012  Describe the basic functions of the criminal justice system, basic civil liabilities,
dispatcher liability with police, fire, and emergency medical service agencies, and
the written standard operating procedures which must be followed to limit
exposure.

Unit 10 - Fire Dispatching

UDC-5013  Describe the specific tasks, functions, terminology and incident procedures of fire
agencies. Relate the proper methods, techniques, and skills necessary to handle
fire-related incidents.

UDC-5014  Identify proper fire interrogation procedures with fire related calls.

UDC-5015  Perform job-related telephone and radio dispatch functions using all applicable
skills and knowledge in a simulated working environment.
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Unit 11 - Health and Wellness (Stress Management)

UDC-5016  Identify the stress factors experienced by trainees, newly trained dispatchers, and
experienced dispatchers; the sources of these stress factors, and how to assess
symptoms of over-stress in yourself and in coworkers.

UDC-5017  Describe methods of coping with stress, prevention mechanisms, keys to the
promotion of a healthful work style, and resources for obtaining assistance.

Unit 12 - Homeland Security

UDC-5018  Describe the basic functions of Homeland Security, what types of incidents are
part of Homeland security, and how Homeland Security assists various local,
county, state, and federal agencies in the security of the nation. Define Terrorism
and types of weapons a terrorist may use including Chemical and Biological
weapons.

UDC-5019  Describe basic response procedures concerning hazardous materials and the
dispatcher's role in a hazardous materials incident
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40-Hour Course Curriculum

Public Safety Dispatch Certification and Training - Overview

Public Safety Dispatcher Certification and Training

UNIT DESCRIPTION MINIMUM
HOURS
41 Course Orientatipn 2 Hours
a. Introduction
b. Overview of basic certification course
c. Certification requirements
d. Application process
49 Role of the Emergency Dispatcher and Overview of Public 2 Hours
Safety Organizations
a. Overview of the Law Enforcement and Fire/EMS
Organizations
b. Roles and Responsibilities of Emergency
Dispatchers
c. Dispatcher ethics and Code of Conduct
Communication Technology
#3 a. Telephone Technology Systems 2 Hours
b. Radio Technology Systems
c. Overview of Computer Aided Dispatch (CAD)
d. Map Utilization Introduction
Telephone Communication Skill Techniques -
4 a. Communication/Listening Skills 4 Hours
b. Customer Service (Public Relations)
C. Initial Interrogation
d. Text Telephone Teletype (TTY) Calls
e. Call Management/Victimology
Law Enforcement Dispatching
# a. Radio Functions, Techniques and Procedures 4 Hours
b. Professional Radio Usage/Phrasing/Terminology
c. Responsibilities of the Emergency Radio Dispatcher
d. Managing and Prioritizing Radio Traffic/Necessity
of Multi-tasking
e. Effective Handling of Routine, Emergency and In-
Progress Situations, and Critical Incidents
f. Officer Initiated Field Activities
g. Police Radio Dispatching Practical
Dispatcher/Officer Safety - Working as Team
#6 a. Dispatcher/Officer Responsibilities 2 Hours
b. Hostage/Domestics/Gangs
c. Felony Stops
d. Special Response Teams (K-9, SWAT, etc)
Crime Classification/Definitions - Utah Penal Code
#7 o 3 Hours
a. Criminal Law
b. Civil Law
c. Juvenile Law

Salt Lake Community College
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Public Safety Dispatcher Certification and Training

UNIT DESCRIPTION MINIMUM
HOURS
#8 Police Call-Taking Classification/Interrogation 6 Hours
a. Skillful and Effective Call Interrogation
b. Accurate Call Classification and Prioritization
C. Obtaining Descriptions
d. Police Call Interrogation Practical
e. AMBER Alert
#9 Legal Aspects of Emergency Dispatching 4 Hours
a. Overview Criminal Justice System
b. Dispatcher Liabilities/Risk Management
C. Scope of Employment
d. Governmental Immunity
#10 Fire Dispatching 6 Hours
a. Role of Fire Call-taker/Fire Radio Dispatcher
b. Incident Command System
c. Fire Related Incidents/Methods of Interrogation
d. Procedures/Logistics
e. Firefighter Survival
f. Fire Call Interrogation Practical
g. Fire Radio Dispatching Practical
#11 Health and Wellness (stress management) 2 Hours
a. Profile Characteristics of Public Safety Dispatchers
b. Dispatch Environment Stress Factors
C. Recognizing Stress and Burnout
d. Effective and Healthful Coping mechanisms
e. Resources for Assistance (CISM, peer support,
EAP)
#12 Homeland Security 3 Hours
a. Introduction to Homeland Security
b Terrorism, Chemical and Biological Weapons
C. Role of the dispatcher in Homeland Security
d Hazardous Materials Awareness
TOTAL: 40 Hours

Salt Lake Community College
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Unit 1 - Performance Objectives

COURSE ORIENTATION
Recommended Training Time: 2 Hours
UDC-5001  Using reference materials, describe the POST-approved process and
requirements for dispatcher certification and recertification. You must score
a minimum of 80% or more on the Unit Exam and Final Written Exam to achieve
competency.

Enabling Objectives:

1. Identify six requirements for dispatcher certification.
2. Identify three requirements for dispatcher recertification.

UDC-5002  Using reference materials, describe the major provisions of '"Dispatcher
Training and Certification" (Utah Code Annotated 1953, Section 53-6-102
and Sections 53-6-301 through 53-6-310).
Y ou must score a minimum of 80% on the Unit Exam and Final Written Exam to
achieve competency.

Enabling Objectives

1. Provide the definition of a dispatcher and list three primary duties found in
Utah Code Annotated 1953, Section 53-6-102.

2. Identify three additional requirements, which must be met by applicants
who take the dispatcher certification examination.

3. Describe the application process.

4. Identify five (5) reasons that could cause a dispatcher’s certification to be
revoked, suspended, refused or denied.

5. List the dispatcher’s responsibilities with regards to annual training.

6. Describe the recertification process for a lapsed dispatcher certification.

Required Student Learning Activities:
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1. Attend the instructor presentation on “Course Orientation”.

2. Read Information Sheet #1 - Dispatcher Certification Requirements.

3. Read Information Sheet #2 — Utah Code Annotated 1953, Sections 53-2-
102 and Sections 53-6-301 through 53-6-310, “Dispatcher Certification

and Training."

4. Complete the Unit Quiz for this section by achieving a score of 80% or
higher.
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Unit 1 - Evaluation

Progress Quiz

Name Date
1. Which of the following is NOT a requirement for dispatcher certification?
a. Emergency Medical Dispatch (EMD) Certification
b. POST-approved, 40-hour, dispatcher certification training
c. Complete one year of dispatch employment
d. Completion of an on-the-job, in-house, communications training program.
2. Which of the following is a requirement for dispatcher recertification?
a. Retake the POST Dispatcher Certification Exam.
b. Complete 20-hours annual in-service training.
c. Maintain EMD certification.
d. Comply with UCA 53-5-309 (d) (IV).
e. Only bcd.

3. According to Title 53, Chapter 6, Part 3, Section 102 of the Utah Code Annotated 1953,
"dispatcher" means an employee of a public safety agency of the state or any of its
political subdivisions whose primary responsibilities are to:

a. Receive calls for one or a combination of emergency police, fire and medical
services, and to dispatch the appropriate personnel and equipment in response to
the calls

b. Make urgent decisions affecting the life, health and welfare of the public and
public safety employees

c. Supervise dispatchers or direct a dispatch communications center

d. All of the above

4. Which of the following is NOT a requirement to be eligible to take the dispatcher
certification exam?

Be a U.S. citizen

Be 18 years of age

Pass a criminal history background check
Be a college graduate or equivalent

ac op

Unit 1 Quiz (cont.)
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5. POST is responsible for providing basic or in-service training for certified dispatchers.
a. True b. False

6. The minimum standards established in UCA 53-6-302 (Dispatcher Training and
Certification). State that counties or municipalities cannot establish standards higher
than the minimum standards contained in this part.
a. True b. False

7. The information provided on the application will determine an applicant’s eligibility to
become a certified dispatcher in the State of Utah.

a. True b. False

8. A dispatcher who fails to honestly complete the application may be subject to
certification action from POST.

a. True b. False
0. Any conduct or pattern of conduct by a certified dispatcher that would tend to disrupt,
diminish, or otherwise jeopardize public trust and fidelity in law enforcement is grounds

for denying, suspending, or revoking a dispatcher’s certification.

a. True b. False
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UNIT 1
Information Sheet #1
DISPATCHER CERTIFICATION REQUIREMENTS

Before being allowed to take a dispatcher certification examination, each applicant shall
meet the following additional requirements:

1. Be a United States citizen;

2. Be 18 years of age or older at the time of employment as a dispatcher;

3. Be a high school graduate or have a G E D equivalent;

4. Have not been convicted of a crime for which the applicant could have been punished by

imprisonment in a federal penitentiary or by imprisonment in the penitentiary of this or
another state.

5. Have demonstrated good moral character, as determined by a background investigation;

6. Be free of any physical, emotional, or mental condition that might adversely affect the
performance of the applicant's duty as a dispatcher.

Each applicant shall also meet the following requirements to obtain dispatcher certification

1. Approved application.

2. Emergency Medical Dispatcher (EMD) Certification.

3. BCI Proficiency Certification.
4. Complete an on-the-job, in-house communication’s training program.
5. Complete the 40-hour, POST-approved, dispatch certification training.

6. Successfully pass the POST Dispatch Certification exam.
If the Certification exam is not passed within two attempts. The dispatcher must retake the
entire POST training course.

To Maintain Certification, a Dispatcher must have:
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I. Current EMD certification.
2. Current BCI Proficiency certification.
3. 20 hours of related training per year.

4. Compliance with the requirements of UCA Section 53-6-309 (d) (I-v).

UNIT 1
Information Sheet #2
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DISPATCHER TRANING AND CERTIFICATION
53-6-102. Definitions.
53-6-102. Definitions.
As used in this chapter:

(1) "Certified academy" means a peace officer training institution certified in accordance
with the standards developed under Section 53-6-105.

(2) "Council" means the Peace Officer Standards and Training Council created in Section
53-6-106.

(3) "Director" means the director of the Peace Officer Standards and Training Division
appointed under Section 53-6-104.

(4) "Dispatcher" means an employee of a public safety agency of the state or any of its
political subdivisions and whose primary duties are to:

(a)(i) receive calls for one or a combination of, emergency police, fire, and
medical services, and to dispatch the appropriate personnel and equipment in
response to the calls; and

(i1) make urgent decisions affecting the life, health, and welfare of the public and
public safety employees; or

(b) supervise dispatchers or direct a dispatch communication center.

(5) "Division" means the Peace Officer Standards and Training Division created in Section
53-6-103.

(6) "POST" means the division.
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Part 3. Dispatcher Training and Certification
53-6-301. Title.

This part is known as the ""Dispatcher Training and Certification Act."
53-6-302. Applicants for certification examination - Requirements.

(1) Before being allowed to take a dispatcher certification examination, each applicant shall
meet the following requirements:

(a) be a United States citizen;
(b) be 18 years of age or older at the time of employment as a dispatcher;
(c) be a high school graduate or have a G.E.D. equivalent;

(d) have not been convicted of a crime for which the applicant could have been punished by
imprisonment in a federal penitentiary or by imprisonment in the penitentiary of this or another
state;

(e) have demonstrated good moral character, as determined by a background investigation; and

(f) be free of any physical, emotional, or mental condition that might adversely affect the
performance of the applicant's duty as a dispatcher.

(2) (a) An application for certification shall be accompanied by a criminal history background
check of local, state, and national criminal history files and a background investigation.

(b) The costs of the background check and investigation shall be borne by the applicant or the
applicant's employing agency.

(1) Conviction of any offense not serious enough to be covered under Subsection (1)(d),
involving dishonesty, unlawful sexual conduct, physical violence, or the unlawful use, sale, or
possession for sale of a controlled substance is an indication that an applicant may not be of
good moral character and may be grounds for denial of certification or refusal to give a
certification examination.

(i1) An applicant may be allowed to take a certification examination provisionally, pending
completion of any background check or investigation required by this subsection.

(3) (a) Notwithstanding Sections 77-18-9 through 77-18-17 regarding expungements, or a
similar statute or rule of any other jurisdiction, any conviction obtained in this state or other
jurisdiction, including a conviction that has been expunged, dismissed, or treated in a similar
manner to either of these procedures, may be considered for purposes of this section.

(b) Subsection (a) applies to convictions entered both before and after May 1, 1995.
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(4) Any background check or background investigation performed pursuant to the
requirements of this section shall be to determine eligibility for admission to training programs
or qualification for certification examinations and may not be used as a replacement for any
background investigations that may be required of an employing agency.

53-6-303. Completion of certification examination required - Persons affected.
(1) Except as provided in Subsection (2), a person must successfully complete the basic
dispatcher training course and pass the certification examination according to the requirements

of this part before that person can be a certified dispatcher.

(2) Subsection (1) applies only to persons not previously certified and who receive their first
employment as a dispatcher in this state on or after July 1, 1996.

53-6-304. Waiver of training course requirement.

(1) The director may waive the required basic dispatcher training course and certify an
applicant who:

(a) provides evidence that the applicant meets the requirements under Section 53-6-302,
relating to qualifications for admission to the training course;

(b) provides evidence that the applicant has completed a basic dispatcher training program that,
in the director's judgment, is equivalent to the course required for certification under this part;
and

(c) passes a written examination, an oral examination, or both, that affirms the applicant's
ability in public safety communications.

(2) An applicant who fails the examination under Subsection (1)(c) shall complete the basic
dispatcher training course and pass the dispatcher certification examination to become certified.

53-6-305. Local governments - Option - Higher minimum standards.

(1) Participation in dispatcher training and certification under this part is at the option of the
legislative body of each county or municipality that employs dispatchers.

(2) The minimum standards in this part concerning dispatcher qualifications and training do
not preclude counties or municipalities from establishing standards higher than the minimum
standards contained in this part.

53-6-306. Inactive and lapsed certificates - Reinstatement - Continuing education
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requirements.

(1) (a) The certificate of a dispatcher who has not been actively engaged in performing the
duties of a dispatcher for one year shall be designated "inactive."

(b) If a dispatcher having an inactive certificate becomes reemployed or subsequently
reengaged as a dispatcher, the dispatcher's certificate may be reissued or reinstated by the

director upon successful completion by that dispatcher of the certification examination.

(c) The director may require a dispatcher with an inactive certificate to successfully complete
the basic dispatcher training course before reissuing or reinstating certification.

(2) (a) The certificate of a dispatcher who has not been actively engaged in performing the
duties of a dispatcher for four continuous years shall be designated "lapsed."

(b) Subject to Section 53-6-305, a dispatcher having a lapsed certificate shall successfully
complete the basic training course and pass the certification examination before the certificate

may be reissued or reinstated.

(3) (a) A certified dispatcher shall complete annual training approved by the director of 20
hours or more.

(b) (1) If a certified dispatcher does not complete the annual training requirement, then that
dispatcher's certificate shall be designated "inactive," and after one year, shall be designated

"lapsed."

(11) The reinstatement of an inactive or a lapsed certificate under Subsection (3) shall be
governed by rules made by the director.

53-6-307. Termination of employment - Change of status form.

(1) When a certified dispatcher's employment terminates or a certified dispatcher's status
changes, the employing agency shall submit a change of status form noting the termination of the
certified dispatcher to the division.

(2) The change of status form shall:

(a) be completed and submitted within 30 days of the certified dispatcher's termination date;

(b) identify the circumstances of the certified dispatcher's status change by indicating that the
certified dispatcher has resigned, retired, terminated, transferred, deceased, or that the certified
dispatcher's name has changed;

(c) indicate the effective date of action; and

(d) indicate the name of the new employer, if the status change is due to a transfer.
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(3) Any person or agency who intentionally falsifies, misrepresents, or fails to give notice of
the change of status of a certified dispatcher is liable to the division for any damages that may be
sustained by the failure to make the notification.

53-6-308. Investigations and certification hearings - Powers of division - Violation.

(1) For investigations by the division and for certification hearings or other testimony before
the council, the division may administer oaths and affirmations, subpoena witnesses, take
evidence, and require by subpoena duces tecum the production of relevant papers, records, or
other documents or information, whether filed or kept in original form, or electronically stored or
recorded.

(2) A person who willfully disobeys a properly served subpoena issued by the division is
guilty of a class B misdemeanor.

53-6-309. Revocation, suspension, or refusal of certification - Hearings - Grounds - Notice
to employer.

(1) (a) The director may, upon the concurrence of the majority of the council, revoke, refuse,
or suspend certification of a dispatcher for cause.

(b) The council shall give the person or dispatcher involved prior notice and an opportunity for
a full hearing before the council.

(c) The director, with the concurrence of the council, may by rule designate a presiding officer
to represent the council in adjudicative proceedings or hearings before the council.

(d) Any of the following constitute cause for action under Subsection (1)(a):
(1) willful falsification of any information to obtain certified status;
(i1) physical or mental disability affecting the employee's ability to perform his duties;

(ii1) addiction to or the unlawful sale, possession, or use of narcotics, drugs, or drug
paraphernalia;

(iv) conviction of a felony or any crime involving dishonesty, unlawful sexual conduct,
physical violence, or driving under the influence of alcohol or drugs; or

(v) any conduct or pattern of conduct that would tend to disrupt, diminish, or otherwise
jeopardize public trust and fidelity in law enforcement.

(2) (a) Notwithstanding Title 77, Chapter 18 regarding expungements, or a similar statute or
rule of any other jurisdiction, any conviction obtained in this state or other jurisdiction may be
considered for purposes of this section.
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(b) In this section, "conviction" includes a conviction that has been expunged, dismissed, or
treated in a similar manner to either of these procedures.

(c) This provision applies to convictions entered both before and after May 1, 1995.

(3) The director shall send notice to the governing body of the political subdivision employing
the certified dispatcher and shall receive information or comments concerning the certified
dispatcher from the governing body or the agency employing the dispatcher before suspending or
revoking that dispatcher's certification.

(4) Denial, suspension, or revocation procedures may not be initiated by the council when a
dispatcher is terminated for infraction of his agency's policies, general orders, or similar
guidelines of operation that do not amount to any of the causes for denial, suspension, or
revocation enumerated in Subsection (1).

(5) (a) Termination of a certified dispatcher, whether voluntary or involuntary, does not
preclude revocation or subsequent denial of dispatcher certification status by the council if the
dispatcher was terminated for any of the reasons under Subsection (1).

(b) Employment by another agency, or reinstatement of a certified dispatcher by the certified
dispatcher's parent agency after termination, whether the termination was voluntary or
involuntary, does not preclude revocation or subsequent denial of dispatcher certification status
by the council if the certified dispatcher was terminated for any of the reasons under Subsection

(D.
53-6-310. Responsibility for training - Certification.

(1) The division is not responsible for providing basic or in-service training for certified
dispatchers except for approval of the instructors and content of training where required by this

chapter or division rules.

(2) Where this chapter requires an agency head to certify that a member has completed
required training, the division shall rely on the certification, as provided, to be accurate.
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Unit 2 - Performance Objectives

ROLE OF THE PUBLIC SAFETY DISPATCHER AND OVERVIEW OF
PUBLIC SAFETY ORGANIZATIONS

Minimum Training Time: 2 hours

UDC-5003  Without using references, describe how the public safety dispatcher
interrelates with other segments of public safety organizations; how
dispatchers help accomplish the missions of public safety agencies; their roles
within law enforcement, fire, and emergency medical service organizations;
and their responsibilities regarding their own code of ethics. You must score
a minimum of 80% on the Unit Exam and Final Written Exam to achieve

competency.
Enabling Objectives:
1. Identify different types of law enforcement agencies.
2. Identify two essential job functions of a law enforcement agency.
3. Identify different types of Fire and/or EMS agencies. List their essential job
functions.
4. Identify two basic functions of a public safety dispatch center.
5. Identify five primary functions or responsibilities of a public safety dispatcher.
6. Define Chain of Command and explain when to use the chain of command.
7. Explain the public safety dispatcher’s role in providing the "key" connection

between the public and public safety provider.

8. Identify abilities and skills necessary to perform as an effective public safety
dispatcher.
0. Identify essential reasons why the image projected by a public safety dispatcher

affects all aspects of their job functions.

11. Define the Telecommunicators code of ethics.

Required Student Learning Activities:
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1. Attend the instructor’s presentation on the “Role of the Public Safety Dispatcher”
and the “Overview of Public Safety Organizations”.

2. Read Information Sheet #2 — Telecommunicators Code of Ethics.

3. Complete the Unit Quiz for this section by achieving a score of 80% or higher.
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Unit 2 - Evaluation

Progress Quiz

Name Date

1. A Public Safety Dispatcher’s function includes:

Accurately collect and disseminate information.
Act as a link between the public and appropriate public safety services
Serve as a lifeline for personnel in the field

Act as a first responder for public requests for service.
All of the above.

o0 o

2. Name three types of law enforcement agencies.
1.
2.

3.

3. Name two types of Emergency Medical Service agencies.
1.

2.

4. List four skills and abilities important to a Public Safety Dispatcher.
1.

2.

Unit 2 Quiz (cont.)
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5. The two primary functions of a law enforcement agency are:

a. Provide proactive patrol and investigate crime within geographic boundaries..
b. Protect and serve the public

c. Enforce the law and ensure the safety of the public

d. Keep children safety and reduce crime rates

6. The three primary functions of a Fire/EMS agency are:

Conduct safety inspections

Provide emergency medical intervention
Safeguard lives

Provide preventative education
Safeguard property

o0 o

7. The Chain of Command within the agency provides a clear understanding of responsibility
and authority for all employees.

a. True b. False
8. A Communications Center functions as a centralized location for collecting requests for
service from the public.

a. True b. False

9. Liability faced by every Public Safety Dispatcher could include:

Civil action from the alleged victim or suspect
Loss of employment

Loss of personal property

Disciplinary action by the agency

All of the above

o a0 o

10.  Ethics does not apply to Public Safety Dispatchers because their contact with the public
is not direct.

a. True b. False

Unit 2
Unit 2
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Information Sheet #2

Telecommunicator’s
Code of Ethics

As a telecommunicator I regard myself as a member of an important and
honorable profession.

I will recognize the positive relationship between good physical and
mental conditioning and the performance of my job.

I will perform my duty with efficiency to the best of my ability.
My conduct and my performance of my duties will be accomplished in an
honest manner, contributory to my fellow workers, and observant of the

laws of the city, state, and country.

I will not, in the performance of my duty, work for unethical advantage or
profit.

I will recognize at all time in my duty that I am a public safety employee,
and that ultimately I am responsible to the public.

1 will give the most efficient and impartial service of which I am capable
at all times.

1 understand the importance of courtesy and will maintain it as my
reference point in all my duties.

I will regard my fellow telecommunicators with the same standards as [
maintain myself.

1 share a reciprocal affinity and obligation with my fellow
telecommunicators, my administration, and my agency.

I will accept responsibility for my actions.

1 will strive for those values which will reflect honor on my fellow
telecommunicators, my agency and myself.

Signature Date
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Unit 3 - Performance Objectives

COMMUNICATION TECHNOLOGY
Minimum Training Time: 2 hours

UDC-5004  Without using references, describe the communications technology
components, including basic map utilization, in a public safety dispatcher
environment. You must score a minimum of 80% on the Unit Exam and Final
Written Exam to achieve competency.

Enabling Objectives:
1. Define the three basic components of a public safety communications system.
2. Identify advantages of the 9-1-1 system to citizens.
3. Identify advantages public safety agencies receive from an enhanced
9-1-1 system.

4. Identify four features the ALI of a 9-1-1 system provides.

5. State the correct definition of "primary public safety answering point."
6. Explain how radio signals from a transmitter can be blocked.
7. Identify the difference between a simplex radio system and a duplex radio system.

8. Define “Refarming”.

0. Identify the terms “trunking” and “talk group” as they apply to the 800 MHz
System.

10.  List five functions of a computer-aided dispatch (CAD) system.
11.  List four ways to retrieve information on a call from a CAD system.
12.  Identify two types of map and addressing systems.

13.  Identify three resources available in locating an address.

Required Student Learning Activities:
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I. Attend instructor’s presentation on “ Communication Technology.”

2. Read and review Information Sheet #1 - Common 9-1-1 Terms.

3. Read and review Information Sheet #2 — Equipment Definitions.

4. Read and review Information Sheet #3 - 9-1-1 Diagrams.

5. Read and review Information Sheet #4 — Enhancing Dispatch Operations with

Mobile Data” Public Safety Communications/APCO Bulletin, December 2001.
6. Read Information Sheet #5 - UCAN.

7. Complete the unit quiz for this section by achieving a score of 80% or higher.
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Unit 3 - Evaluation

Progress Quiz

Name Date

1. Define the three basic components of a communications system.

2. List four advantages of a 9-1-1 system for citizens.

3. List two advantages of a 9-1-1 system for public safety providers.

4. List four basic operational routing methods of a 9-1-1 system.
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Unit 3 Quiz (cont.)

5. Define the acronym PSAP.

6. The primary function of a 9-1-1 emergency answering center is to facilitate the flow of
information between the citizen and the responding agency.

a. True b. False

7. Circle the correct definition of the acronym ALI.

Address Locking Indicator

Automatic Locking Information

Automatic Locator Identifier (of caller's name)
Address Location Identification

ac o

8. The following is the correct definition of Automatic Number Identification (ANI): An
automatic display at the PSAP showing the caller’s telephone number. Retrieves
information in the same manner as the ALI service.

a. True b. False

9. What does E-911 Phase II require carriers to be able to provide to dispatch centers?

10.  Database problems/errors do not occur on the ALI screen.
a. True b. False

11. A transmitter is a device capable of emitting radio signals containing voice or data.
a. True b. False
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Unit 3 Quiz (cont.)

12. What is a Talk Group?

13.  In Simplex operation, the user can transmit and receive simultaneously.

a. True b. False

14.  Define the acronym MDT.

15. “Refarming” is the informal term given to FCC Docket No 92-235 which was established
to develop an overall strategy for using spectrum more efficiently.

a. True b. False

16.  ‘Trunking’ permits a large number of users to

17.  List four functions of a computer-aided dispatch (CAD) system.
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Unit 3 Quiz (cont.)

18.  List four methods of retrieving information on a call from a CAD system.

191dentify two types of map and addressing systems.

b.

20.  Identify three resources available in locating an address.
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Unit 3
Information Sheet #1
Common 9-1-1 Terms

ADD A button on the automatic number identification unit used to transfer a
caller to another public safety answering point not assigned a preset
button.

ALARM A button on the automatic number identification unit used when an

equipment problem or malfunction occurs. Used to extinguish the alarm.
Trouble procedures are then activated.

ALI Automatic Location Identification. Sometimes known as address location
information. An automatic display at the PSAP showing the caller’s
telephone number, address, and supplemental information. Accomplished
through pre-loading the telephone company’s computer memory banks
with the proper information. Must have automatic number identification
service installed before ALI can be installed.

ALTERNATE The capability of automatically rerouting 9-1-1 calls to a designated

ROUTING alternate location(s) if all 9-1-1 trunks are busy, out of service, or not
answered in a pre-determined time. May also be activated upon request,
or automatically if detectable, when 9-1-1 equipment fails or the PSAP
itself is disabled.

ANI Automatic Number Identification. An automatic display at the PSAP
showing the caller’s telephone number. Retrieves information in the same
manner as the ALI service but does not require the ALI service installed.

B9-1-1 Basic 9-1-1. An emergency telephone number system using the digits
“9-1-1" for access and routing all such calls from a central office to a
staffed 9-1-1 answering point.

CALL A call that is relayed from a PSAP to another PSAP or to another
CONFERENCE emergency service (related) agency, and in which the telecommunicator
stays on the line to obtain additional information.

CALL REFERRAL Referring a 9-1-1 call to an appropriate number other than 9-1-1. In non-
emergencies, PSAP personnel determine the nature of the call and refer
the caller to the telephone number of the proper agency. The caller then
dials that telephone number.

CALL A call that is relayed from a PSAP to another PSAP or other

TRANSFER emergency service (related) agency, in which the telecommunicator has no
need for additional information and therefore disconnects once the transfer
has been completed.

CANCEL Button on the automatic number identification unit, used to cancel an
attempt to transfer when a busy signal or no answer is encountered.
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Central Office. Telephone company site where calls are received and
switched to the number that was is dialed. A central office may handle
one or more telephone exchanges. The central office may be an electronic
switching system (EES: necessary for enhanced 9-1-1) or the older
electro-mechanical type.

Computer-aided dispatching, also referred to as computer-assisted
dispatching. Public safety dispatching with computers aiding in the
process. This aid may be a simple display of pertinent information on a
screen, up to the actual selection and notification of field unit(s) by the
computer. 9-1-1 systems may be interfaced with CAD systems.

The pre-recorded information or data that describes a collection of items.
For 9-1-1, these items are telephone number, address information, and
routing information. This is the heart of an enhanced 9-1-1 system.

Telephone circuits used for one purpose only such as the transmission
of 9-1-1 calls. Non-dedicated trunks are shared by multiple telephone
numbers.

A condition that exists when the computer cannot find certain required
information in the data base. Rather than ignoring the call the computer
will use default procedures to ensure that the call is answered by a law
enforcement public safety answering point within the system.

All 9-1-1 call-answering and public safety dispatching is done by
telecommunicators at the PSAP.

A call routed to a PSAP reporting an incident, either in progress or just
occurred, which presents a potential threat to life or property and which
required an immediate response from one or more public safety entities
(Law enforcement, fire, fire/rescue, EMS.)

Emergency Medical Services

Emergency service number. A three-digit number which identified
jurisdictional boundaries. The 9-1-1 compute associates the ESN with the
address and routes the call to the appropriate PSAP.

Enhanced 9-1-1. An emergency telephone number system using the digits
9-1-1 for access to a PSAP and includes ANI, ALI, and selective routing
to facilitate appropriate public safety response (correct jurisdiction).

The ability to conference in another public safety agency by pressing
one button. Designed for enhanced 9-1-1 systems, and requires automatic
number identification service.

Public safety answering point. The agency responsible for the jurisdiction
where the 9-1-1 call originated and to where the call was routed for
answering. Includes Law Enforcement, Fire, and EMS agencies..
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QUEUE A system allowing a predetermined number of incoming 9-1-1 calls to be
stored in sequence when all incoming circuits are in use.

SPEED CALL A two-digit number prefixed by a star (*), used to transfer a 9-1-1

NUMBER call to a PSAP not on a preset rouging button.

TRUNK A circuit connecting switching equipment between two sites.
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Unit 3

Information Sheet #2/Equipment Definition

A combination transmitter and receiver
that is used in a fixed location. In strict
usage of the term, it is a simplex device.

Devices used to operate remote radio
equipment from a central or convenient
location. May be simple or complex,
depending on specific applications.

Receiving and transmitting occurs
simultaneously. Repeater operation is
technically only half-duplex since the
individual who is transmitting can’t
receive at the same time..

A combination transmitter and receiver
that is mounted in a vehicle. This type
of radio requires power from the
vehicle and an antenna mounted on the
vehicle

A small portable device that is capable
of receiving and decoding voice and/or
data signals. Usually battery operated
and carried by the user on the belt or in
a handbag.

A combination transmitter and receiver
capable of completely independent
operation using an internal battery and
integral antenna, i.e., walkie talkie or
pack set.

A device capable of converting radio
signals into a form usable by man or

machine, i.e., converts radio signal to
voice signal or radio signal to data.

A combination transmitter and receiver
that is used in a fixed location. In strict
usage of the term, it is a duplex device.

Only one message can be sent in any
direction at a time. Think of an airport
paging system. Listen before talking.

A device capable of emitting radio
signals containing voice or data

Public Safety Dispatcher Certification and Training
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Unit 3
Information Sheet #3
9-1-1 Diagrams

'!-
i s 911
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Basic 911
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- ¥ ~a
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It was very important for the dispatcher at the PSAP to obtain information from the caller about where the
emergency was and where the caller was, then dispatch the correct authorities. Details about where to send
responders were often hard to get. This problem facilitated the development of Enhanced 911.

Enhanced 911 #11

TANDEM psap ) - .
; - VOICE - -7 _rl

e VOICE + ANI + ) -
e, -' b2t ﬂn--- D
5

A LOCAL EXCHANGE Sl

CARRIEE WITCH P l e call
ANL A BACK
711 Pt + ADDRESS
DATABASE ALl

EMERGENCY
RESPOMSE

When a caller dials 911, the phone company sends the call, including Automatic Number Identification (ANI) to the
network. With special equipment, the 911 tandem can read the ANI information and route the callback number to
the appropriate PSAP. In addition, the PSAP has equipment to request and receive the caller's physical address or
Automatic Location Information (ALI). As need for wireless phones grew, so did the need to provide a location of
the caller to the PSAP. Hence FCC began Wireless 911 Phases.
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Wireless 9-1-1

PHASE 0 Requires wireless carriers to transmit all 9-1-1 calls to a Public Safety Answering Point (PSAP),
regardless of whether the caller subscribes to the carrier’s service or not. The PSAP may be a state
highway, county or city PSAP hundreds of miles away or at a local PSAP, depending on how the
wireless 9-1-1 call is routed.

PHASE 1 Requires wireless carriers, within six months of a valid request by a PSAP, to provide the PSAP

with the telephone number of the originator of a wireless 911 call and the location of the cell site
or base station transmitting the call. (PANI - Pseudo ANI, WS ANI = Wireless Server ANI)

Phase 1

4 MOBILE SWITCHING CENTER ™

VERBAL LOCATION

PHASE 11 Requires wireless carriers within six months of a valid request by a PSAP, to begin providing
precise location information to PSAP’s, specifically, the latitude and longitude of the caller. This
information must meet FCC accuracy standards - generally, it must be accurate within 50-300
meters (depending on the type of technology used). Wireless phones will have GPS devices
installed. Phase II began October 1, 2001. Expected completion date is December 31, 2005.

Note: GPS devices do not work indoors because the satellite cannot “see” the device.

There are different ways of doing this: Time Difference of Arrival (TDOA). Each tower in a TDOA
System is able to measure the amount of time it takes to receive a phone’s signal. This information is then
translated to estimate the distance of the phone from the tower. By cross-referencing this information with
other towers in the system, the phone’s position is expressed in X and Y coordinates based on longitude and
latitude readings.

Phase II
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Angle of Arrival (AOA) system uses the antenna arrays at the base station to determine the angle at which a
wireless phone’s signal arrives at the station. By comparing this angle of arrival data among multiple base
stations, the relative location of the wireless phone can also be triangulated. This is also expressed in X and
Y coordinates.

Phase II
AOQA

Some systems may actually use a combination of TDOA and AOA to get an even more accurate fix on
location.
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Unit 3
Information Sheet #4
“ Enhancing Dispatch Operations with Mobile Data ”
APCO Public Safety Communications Magazine, December 2001
John Dorr, Aether Systems, Inc

For many years dispatch operations have been the hub of police and fire departments ability to
serve the public. The effectiveness of emergency services work depends on the ability of
dispatchers to collect information accurately, enter it into their computer-aided dispatch (CAD)
systems (assuming they have CAD) and ensure the data is delivered in a timely fashion to the
field.

As the business of dispatch centers has evolved, tremendous differences have emerged from
one operation to the next. In many cases, centers are small rooms with only two or three primary
operators managing the call load for a small municipality or group of neighboring towns. Others
are mammoth facilities with 100 or more dispatchers filling the room with the typical telephone
response of “9-1-1, what is your emergency?”

Now as the world of mobile data is expanding rapidly within public safety, the prevailing
opinion on mobile-data terminals (MDT’s) is changing. No longer seen as a threat to
dispatchers, they are becoming productivity-enhancers, making their activities mission-critical.

The Role of Voice Communications

Historically, the practice of dispatch has taken place almost exclusively via voice
transmissions over analog radio systems. In this scenario, the need to dispatch a police unit to a
scene is satisfied by a voice message from the dispatcher to the officer, often requiring requests
for “repeats and fills” before all of the important information is received and confirmed by the
responding unit.

An even more important drawback to voice communications is the inability to maintain
security. The “emergency scanning business” became a booming industry, often compromising
public safety services or investigative work.

One common complaint of dispatchers is the volume of calls they are required to manage,
especially during busy times like weekend evenings. The public is better educated now in the
proper use of 9-1-1, even using new 3-1-1 capabilities in some areas. Still, the problem of
managing emergency calls has been complicated by non-emergency traffic such as “I'd like to
report a pothole on Main Street” or “What phone number do I call to determine the status of my
building permit application?”

And, of course, call - taking is only a part of the challenge. Field units constantly demand the
services of dispatch to run NCIC checks during traffic stops, inquiries against in-house records-
management data and so on.

Mobile Data Frees Dispatchers to Focus on Critical Activities

The concept of augmenting voice communications with mobile data is not new, but until the
early 1990’s MDT’s capable of delivering in-car NCIC checks and other communications
functions were limited to large metropolitan areas. Their cost, including the need for expanded
radio infrastructure, software, hardware and support, was prohibitive for smaller agencies.

When affordable wireless mobile computing came on the market, a new world began to open
up for dispatch operations. For the first time, dispatch operators were not the sole source for
lookups and calls-for-service information. Now, officers could run their own license checks in
the field, using fast and secure wireless mobile-data ... Moreover, the technology can be
integrated with CAD and RMS systems so that call and records information can be sent
wirelessly to assigned units with limited dispatcher involvement.
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While it’s easy to point out the productivity and efficiency advantages of using --mobile-data
software, it is logical to ask whether there might be any corresponding negative impact on call-
center operations. For example, will there be a need for fewer dispatch operators? How will
technology affect their jobs and the kind of work they perform? For the most part, these
concerns and others like them have been proven to be unfounded.

It has been discovered time and time again that implementing wireless mobile-data systems
actually adds significant value to dispatch operations. Field personnel are now able to access
law enforcement data directly, freeing dispatchers to focus on incoming emergency calls.
Additionally, mobile-data technology provides an alternate form of communication when radio
networks are jammed. In fact, mobile-data systems can act as the primary form of
communication when traditional voice networks are unavailable.

This is exactly what happened on March 28, 2000, when a wave of powerful tornados touched
down in Tarrant County, Texas, in the great Fort Worth area. Once the storms hit, virtually all
the area’s traditional voice-communications systems went down. However, the county’s mobile-
data system, running over their Cellular Digital Packet Data (CDPD) network, remained up
throughout the entire ordeal, allowing dispatch to continue to distribute emergency calls to
deputies and emergency crews. The county’s mobile-data system saved lives and made it
practical to marshal and deploy field assets, even when all other communications systems were
down.

Enhancing the Work Environment of Dispatchers

A number of additional technology developments are providing further value for dispatchers
and enhancing their day-to-day productivity. One emerging trend is the availability of a LAN-
based mobile-data terminal as an added tool for the dispatcher. In addition to their traditional
CAD/RMS screens, the dispatcher can use the same system being used in the field. Dispatchers
can now communicate securely with field units and use the system as another method of
obtaining NCIC data. Much of this functionality may exist within a CAD that is integrated with
a mobile-data system, but having another device for communicating with field units can be
useful. ...

Most call-center managers expect a noticeable decline in radio traffic between the field and
dispatch once a mobile-data system has been deployed. ... For the average dispatcher, the stress is
high and the pay is low, but the value of their work is immeasurable. The workload for
dispatchers will likely stay the same, but a movement toward different and more useful task is
taking place. ...

Ultimately, nothing will ever completely replace the voice -based interaction between
dispatchers and field personnel. However, wireless mobile-data technology has had a profound
and mostly positive impact. The combination of a more independent police/fire field workforce
and a more productive dispatch center has confirmed the positive effect of mobile-data
technology on improved safety and productivity.
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Unit 3
Information Sheet #6
UCAN

Department of Public Safety 2002 Annual Report: The Utah Communications Agency
Network (UCAN)

The Utah Communications Agency Network (UCAN) has been a communications partner with
the Department of Public Safety since 1997. UCAN - a public safety radio network - required
five years of planning and three years of construction before it was completed in January 2002.
UCAN today serves 101 individual public safety agencies in nine Utah counties. The
participating agencies include police, fire, EMS and other public safety communications users.
UCAN is unique because state and local public safety agencies have chosen to combine
resources and systems into one comprehensive 800 MHz radio system.

The completed UCAN system consists of fifty remote sites, towers and transmitting facilities
connected to a central location. The system processes the calls and delivers them to the
appropriate dispatcher or unit. The system has been especially designed to accommodate
portable (hand held radio) communications coverage requirements.

The UCAN radio system is connected to 16 enhanced 9-1-1 communications centers located in
various counties. Interagency agreements have been completed with Salt Lake County and Salt
Lake City to share communications across system boundaries.

Our initial system test came beginning February 8, 2002 with the opening of the 2002 Winter
Olympic Games. The UCAN system processed 8.5 million radio calls during the 17 days of the
Games, meaning that 5.5 calls were processed every second. The UCAN system supported not
only public safety, but also the needs of the Salt Lake Organizing Committee and their venue
management communications. There were 15,600 radios tied to the UCAN system for 30 days
prior to, during and after the Games. There were no system failures affecting the Games
management or public safety.

After the Games ended, UCAN relocated some of the Olympic infrastructure to enhance critical
UCAN sites. This additional infrastructure (towers and transmitters) improved access and
efficiencies in the UCAN system. An added Olympic benefit was that handheld and mobile
radios used during the Games were sold to local law enforcement agencies at greatly discounted
prices.

A year after the Games, the UCAN system continues to perform well. Our average daily (24
hour) traffic loading averages 180,000 calls every 24 hours. This means that every two seconds,
a public safety official is placing a radio call into the system. At current radio traffic levels, over
65 million radio calls will be received annually. UCAN has proven that it can process these
daily calls successfully, and also handle those increased calls generated during emergencies.

We continue to strive to improve UCAN’s system performance and coverage. UCAN looks
forward to merging with the Salt Lake County Sheriff’s radio system during 2003 to enhance our
interoperability and communications. The merger will improve the network capacity and ability
to meet expanding system needs. Gunnison Prison employees will also be able to utilize UCAN
during the first quarter of 2003. UCAN is developing additional network expansion plans,
identifying new service areas to better serve public safety agencies in Utah.
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UCAN is recognized as a model of radio communications efficiency nationwide. During the last
year, the UCAN executive director has been asked to speak at 20 association meetings across the
nation regarding the success of UCAN. States who are embarking on building a new system
routinely requested information on how this service program was successfully implemented in
Utah.

In this world of uncertainty, public safety officials face new challenges every day. While there
are many tools needed to respond to issues of homeland security, terrorism, and daily public
safety emergencies, the basic tool necessary to manage such events is good communications. At
UCAN, we take the responsibility of providing communications very seriously. Our board of
directors, executive committee and staff continue to work towards making UCAN the best it can
be in responding to meet Utah’s public safety communication needs.

UCAN Talk Groups

A talk group is a Virtual Channel made up of individual users that need to communicate with
other users with a specific function or responsibility.

Regional Talk Groups
The State is currently broken into six Region Talk Groups:

1. Davis Region

2. Salt Lake Region

3. Summit/Wasatch Region
4. Tooele Region

5. Utah Region

6. Weber Region

(The above six Talk Groups are the replacements for the statewide frequency as we have known
it.) It is expected that the each region talk group will be monitored by the primary dispatch
center. However, any region talk group can be monitored by any dispatch center if so desired.

The Region Channel concept shields a dispatch center from unrelated radio traffic. E.g., no need
for traffic on Tooele Region to affect communications in Summit/Wasatch Region.

Examples of Use:

1. Generally, these channels are NOT to be used for major incidents that may or may not
involve multiple agencies, areas and dispatch centers. The exception is a moving
incident that will be or is likely to involve multiple agencies, areas, and dispatcher
centers (i.e. an athletic event at one of the local colleges).

2. A chase that is going to or likely to involve multiple dispatch centers. A dispatch center
would normally pass off to another center as the jurisdictions change, but they can
continue to monitor the incident. The rational for using region channels for this purpose
is the relative ease of the officers involved being able to get to their regional channel.

3. The region in which the incident starts determines which of the region channels are used.
If the incident starts in Weber County, the officers would switch to the Weber Region
and stay on that channel, even if they ended up in Utah County. The dispatch centers and
officers along the way would switch to the Weber Region Channel and the whole
incident would stay there until the situation was resolved.

4. Any officer from anywhere in the system can talk back to their home area on their home
region channel. A Davis County Deputy could talk to Davis Dispatch from Heber on the
Davis Region Channel. The same Davis Deputy could also talk with the
Wasatch/Summit dispatcher on the Summit/Wasatch Region Channel.

5. Region channels are NOT restricted to any one group, e.g. Police, Fire, Medical, Public
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Works, etc.

Operation Talk Groups (Ops channels)

Operation talk groups are intended for specific incident assignments involving agencies from
within their area.

Each county/region has 6 to 10 talk groups for specific incident assignments.

All agencies within the county/region have the Ops talk groups in their radios.

Some areas have assigned specific Ops channels to individual dispatch centers.

Each dispatch center should have an all area Ops channels available for use on their
consoles and use any one of them if needed. In other words, if a center needs to borrow
from another center they can do that.

aabad S

Event Talk Groups

1. All UCAN system radios that have the capacity have 16 system wide Event channels.

2. One of the purposes of these channels is for large major events, such as the Olympics, or
any other event requiring the response of multiple agencies from multiple areas. These
talk groups allow any agency from anywhere in the system to have common channels.
For Example: One of the local colleges has asked that they be allowed to use one of the
event channels during their athletic events, allowing officers from outside the area to be
on a common channel.

Air = Helicopter Landing Zone Talk Groups

It is becoming routine to land multiple helicopters at the same scene. Normally those aircraft
prefer to be in communication with each other as well as the ground personnel in charge of the
LZ. The point is that landing more than one helicopter, as the same time does not require the use
of multiple talk groups.

1. Air 1 Primary / Landing Zone Channel (LZ) Air to ground communications. It is to
remain an open channel for helicopter landings at various incidents.

2. Air 2 Secondary / Operational Landing Zone Channel (LZ) Air to ground
communications.

Air 1 and Air 2 are not to be used as a dispatch channel!

Wide-Area Talk Groups specific to the need of Wild Land Fires

There are currently two channels available:
I. State Fire North
2. State Fire South

Talk-Around, Direct, Simplex, (Synonymous)

There are only five talk-around channels programmed by UCAN. These channels provide radio
to radio communications and can be used within 4-5 miles of each other.
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Unit 4 - Performance Objectives

BASIC TELEPHONE COMMUNICATION SKILLS
Minimum Training Time: 4 hours

UDC-5005  Without using reference materials identify the proper methods, techniques, and
skills necessary to handle calls for service and obtain information in an
efficient manner while projecting a positive and professional image of
commitment to service. You must score a minimum of 80% or more on the Unit
Exam and Final Written Exam to achieve competency.

Enabling Objectives:

1. Identify barriers that may complicate and cause failure in the communication
process.

2. Identify active listening techniques.

3. Define expectations regarding the level of professionalism of a public safety
dispatcher.

4. Identify call management techniques to deal with all types of callers.

5. Define "Hysteria Threshold" and identify techniques for breaking it.

6. Identify essential reasons to project a positive professional image over the
telephone.
7. Identify the three primary reasons why eliciting information in a structured,

systematic format is essential for the dispatcher and the officer in the field.

8. Identify the basic key questions that must be obtained on every call for service.

9. Identify two key questions required when verifying exact locations to ensure
accuracy.

10.  Identify initial questions on "in-progress" or "just occurred" calls.
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11.  Define the acronym TTY as it relates to service for the hearing and speech
impaired.

12. Identify three methods to recognize a TTY call.

13.  Explain why a TTY caller would repeat words in their message.
14. Define the acronym ASL in reference to the hearing and speech impaired.
15.  Identify different abbreviations for communicating with TTY callers.

Required Student Learning Activities:

1. Attend the instructor's presentation on "Basic Telephone Communication Skills".

2. Read Information Sheet #1 - “ Routine Call ” (Article reprinted from Chicago Tribune).
3. Read Information Sheet #2 — Communication/Listening Skills.

4. Read Information Sheet #3 - Ten Rules of Call Management.

5. Read Information Sheet #4 — Where What When Who

6. Read Information Sheet #5 - TTY - Communicating with the hearing and speech
impaired.

7. Read Information Sheet #6 — ASL/TTY Translations

8. Complete Exercise #1 on “ Questioning Techniques ” and turn in to Training Supervisor
within 10 days of completion of this unit.

0. Complete Exercise #2 on “ Responding to 9-1-1 TTY Calls ” and turn in to Training
Supervisor within 10 days of completion of this unit.

10.  Complete the Unit Quiz for this section by achieving a score of 80% or higher.
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Unit 4 - Evaluation

Progress Quiz

Student Name: Date

1. List three questions to be included when asking “ where ” questions.
a.
b.
C.

2. List three questions to be included when asking “ who ” questions.
a.
b.
c.

3. The specific reasons why obtaining information from a caller in a structured sequence format
is pertinent to the overall success of a call are:

a.  Assures being thorough in obtaining information
b. Increases speed in gathering information

c. Safeguard for ensuring correct call classification and prioritizing

d. Assists in officer and citizen safety

e. Provides control of call and relays confidence and assurance to the caller
f.  All of the above

4. The initial questions a dispatcher should ask the reporting party in an “ in-progress ” or “ just
occurred ” call are:

Verify injuries

Vehicle/suspect description
1. All of the above

Unit 4 Quiz (cont.)

a.  What is the problem/incident? With a gun or knife?
b. Location of occurrence (house/business/apt) city?

c. Phone number

d. Time lapse

e. Suspects direction of travel (DOT) - on foot or vehicle
f.  Type of weapon

g.

h.

Salt Lake Community College Page U-4-3




Utah Peace Officer Standards and Training Public Safety Dispatcher Certification and Training

5. Circle the following four primary barriers that may complicate and cause failure in the
communication process:

a. Past experience barrier e. Receiver’s knowledge
b. Human barrier f. Attitude barrier

c. Language barrier g. Voice inflection

d. Physical barrier h. Emotional barrier

6. The most accurate method in verifying the location and telephone number is to have the caller
repeat back and verify the information to you.

a. True b. False

7. Why is it necessary to ALWAYS verify the city where the emergency units should be sent?

8. It is crucial that the dispatcher always ask the reporting party (RP) if weapons are involved
and/or the location of any weapons that are accessible. Obtaining this information is vital
not only for the safety of the responding units but also for the safety of the caller/victims
at the scene.

a. True b. False
9.When a dispatcher has a “ feeling ” or “ hunch ” about a call, it is a waste of time to further
interrogate the caller.

a. True b. False

10.  Professional control and calm persistence along wit
defusing the most difficult situations.

empathy ” are effective tools in

a. True b. False

Unit 4 Quiz (cont.)
11.  Which is the most correct statement identifying the term TTY?
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a. Telegraph transmission dissemination for the DEAF
b. Text telephone teletype
c. Transmission television device for those with disabilities
d. Telecommunication telephone teletype
12. Circle the four most common reasons why many citizens calling for help become
difficult and uncooperative.

a. The public’s perception of the interrogating, fact-find process is a waste of time, has no
relevancy to the call, and an invasion of their privacy

b. Citizen’s expect an immediate response and are inclined to become frustrated and angry
with situations they do not understand

c. Many people respond differently in a crisis situation and react to their fear and lack of
control over the situation

d. A person’s cultural background determines his/her intelligence, education, and ability to
communicate

e. The emergency dispatcher is too busy to have patience, project empathy or take time to
deal with an uncooperative, abusive caller.

f.  If the reporting party is intoxicated or on drugs, they are all belligerent and abusive
callers

13. What does the acronym ASL mean?

14.  Why would a TTY caller repeat a particular word?

a. Emphasize important information
b. Indicates “ alot of ”

c. To stress urgency

d. aandc

e. All of the above

Unit 4 Quiz (cont.)

15.  List two ways you can end or complete TTY calls.
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16. What is “GA” the code for?

17.  Circle the code used to indicate a question when responding to a TTY Call.
a. AG
b. GQ
c. QG
d Q
18. Circle the three “ tools ” needed to assist in effective communication between both
parties.

Replying, hearing, attitude
Feedback, listening skills, attitude
c. Listening skills, replying, knowledge

o

19. Which of the following components of a telephone call is the most crucial?
a. Component #1: Greeting b. Component #2: Interview
c. Component #3: Closing d. All of the above

20.  List four effective calming techniques in breaking the “ hysteria threshold ”.
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Unit 4 Quiz (cont.)

21.  Whatare “ two valuable rules ” in call management when interacting with a difficult
caller?
a.
b.
22.  The dispatcher’s “ attitude and behavior ” does not influence or affect the outcome of a

call or the safety of the responding unit.

a. True b. False
23. A dispatcher can “ relax ” on low priority or routine calls.
a. True b. False

24. Only deaf and hard of hearing people use a TTY.

a. True b. False

25.  What are three ways to recognize a TTY call?
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UNIT 4
Exercise #1
QUESTIONING TECHNIQUES

Please answer the following questions in the space provided.

1. List the six questions to be included when asking “ where ” questions.

2. List the five questions to be included when asking the “ who ” questions.

3. List the five benefits of structuring interrogation questions in a sequence format.
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4. List the eight initial questions a dispatcher would ask in an “ in progress ” or “ just occurred ”
call.

5. What further information do you need to ask on the following questions?
a. Type of residence:
b. Business:
c. Apartment:

d. Location with no address available:

e. Road/Street/Freeway system:

6. What is the most accurate method in verifying the location and telephone number of the
caller? Why?
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7. Why is it necessary to ALWAYS verify the city where the emergency units should be sent?

8. Without “exception” when asking questions concerning “ weapons ”, explain the importance
of always asking if weapons are being used, threatened, or available and where the
weapons are.

9. Why is following you’re a gut feelings " and “ hunches ” an important tool for a dispatcher?

10. Explain five areas in which demonstrating professional control and a calm persistence
along with “ empathy ” are effective tools in defusing the most difficult situations.
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UNIT 4
Exercise #2
ASL/TTY Translations

Translate to English:

1. LADDER FALL BROKE MY HUSBAND ON ROOF STUCK PLEASE TELL
FIREMAN COME

2. NEIGHBOR NOT HERE = SON HAVE PARTY AND MAKE MESSY

3. HAVE MAN WINDOW OUTSIDE HIDE BUSH

4. MY DAUGHTER TAKE PILLS  WAKE CANT

5.HLP 911 BABY HOT HOT HOT NOW BLU NOT AIR SLEEP SLEEP NOT WAKE
UP BABY WHAT ME DO Q GA

Translate to ASL:

6. In which direction did the assailant flee?

7. What is the location of the disturbance?

8. I am sending help to your location.

9. Did your baby fall down the stairs?

10.  Areyou hurt? What is the extent of the injury?
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UNIT 4
Information Sheet #1
“A ROUTINE CALL”
(Reprinted from the Chicago Tribune)

Girl, 13, Slain After Police Label Call for Help Routine

A Miami police officer who classified as “ routine ” an emergency call made by a 13-year old
girl minutes before she was raped and stabbed to death was relieved of duty Tuesday while
investigators reviewed a tape of the conversation.

Glenn Metzier, the officer who handled the call to the 9-1-1 emergency number Friday
afternoon, was asked to explain his part in the incident to department heads.

There is a “ good chance ” Metzier will lose his job, said the commander at the Emergency
Communications Center.

“She was so matter-of-fact and businesslike,” he said of the victim. “Metzier should have asked
more questions of the girl. He stereotyped the phone call. He forgot his basic training: every
call is different. He just painted the situation with the same brush as all the others.”

The girl had dialed the emergency number and quietly told Metzier that someone was trying to
break into her house. He asked her the standard questions (her name, address, and telephone
number) and assured her that he would send the police over.

However, Metzier, an 18-year police veteran, classified her call as a routing “34", a catch - all
number for disturbances in which no one’s life is in imminent danger. The police didn’t arrive
until 40 minutes later when her mother called and reported that her daughter has been raped and
stabbed.

“ It was a heinous act,” the medical examiner’s investigator said, “ She died of asphyxiation due
to strangulation and multiple stab wounds. Also contributing to her death was a cranial injury

due to blunt trauma ”.

The police are looking for a 15-year-old neighborhood boy who allegedly broke into the house
earlier that day and fled after being confronted by the girl’s mother in her bedroom.

The commander said the girl was babysitting with her one-year- old half-sister and her half-
brother when she dialed the emergency number that day shortly before she was killed.

“ You alone?” Metzier asked after taking her address.
“ Yeah, I'm babysitting ”.

“ How old are you”?

“I'm 13”.
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“ Who's out there?”

1] )

Some kid. He's trying to get in.’

“ Some kid?”

‘ He’s about 15-17.”
“ He live around there?”

1] Yes.”

After checking the spelling of the girl’s name and taking her telephone number, Metzier told her
he would send the police over.

The commander of the center said calls of this nature come in all the time . . . neighborhood kids
often terrorize their friends who are babysitting. The failing here was that Mr. Metzier decided
this call was the same as a hundred other calls. He could have asked a simple question: why is
he trying to break in? Her answer could have given the officer an idea of what was going on out

there. Her lucid attitude and the fact that it was a neighborhood boy and it was the middle of the
afternoon contributed to Metzier’s decision regarding the call.

It sounds so callous to say this, but we’ve learned a painful and valuable lesson
1. Never assume a situation from a caller’s attitude or voice.

2. Always obtain the necessary facts.

3. Never let attitudes or prejudices determine the way you handle calls.

4. Never be guilty of not caring or not trying to understand the caller’s situation.
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9.

10.

11.

UNIT 4
Information Sheet #2
EFFECTIVE COMMUNICATIONS/LISTENING SKILLS

. Want to listen. Almost all problems in listening can be overcome by having the right

attitudes. Remember, there is no such thing as uninteresting people - only disinterested
listeners. Don'’t just act, be interested.

. Act like a good listener. Be alert, sit straight, lean forward if appropriate, let your face

radiate interest.

. Listen to understand. Listen to gain a real understanding of what is being said. Look for the

main ideas and points of view.

. React. The only time a person likes to be interrupted is when applauded. At times

dispatchers need to interrupt to control the conversation and get the information needed.
Keep that in mind.

. Stop talking/Don’t interrupt. You can’t listen while you are talking. Communicate - do not

take turns talking. Interrupting is a very common problem because dispatchers often
need to take control of the call. Never interrupt someone when they are trying to give you
vital information.

. Empathize with the other person. Try to put yourself in the other’s place so that you can see

that point of view. Empathy means the projection of one's own personality into the
personality of another in order to understand him/her better or the intellectual
identification of oneself with another

. Ask questions. When you don’t understand, when you need further clarification, ask the

questions. That’s the only way you will get the information you need.

. Concentrate on what the other person is saying. Focus your attention on their words, ideas,

and emotions related to the subject. Look at what is said and what is implied. Look for
non-verbal signs.

Smile. It comes through in your voice when you smile.
Leave your emotions behind. (If you can) Look beyond the caller’s emotions at the
moment; they’re probably not functioning well due to a crisis. Try to push your worries,

your fears, and your problems away. They may prevent you from listening well. .

Get rid of distractions. Control your environment as much as possible. Don’t carry on
two conversations at once. If there is too much background noise, ask people to be quiet.
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12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

Concentrate on the main points. (The big story) Concentrate on the main ideas and not
the illustrative material; examples, statistics, etc. are important, but usually are not the
main points. Get the correct situation. Don’t let the caller get side - tracked.

Share responsibility for communication. Only part of the responsibility rests with the
caller; the other part rests with the dispatcher. If you don’t understand CLARIFY.

Don’t react to prejudices. Everybody has prejudices, but don’t let them cause you to
assume something that is not true.

Use the difference in rate. You can listen faster than anyone can talk, so use this rate
difference to your advantage by trying to stay on the right track, think back over what the
caller has said. Rate difference; speech rate is about 100 to 150 words per minute;
thinking is 500.

Don’t antagonize the caller. You may cause the caller to conceal important information
by being antagonizing in any number of ways; arguing, criticizing, talking down to the
caller, showing a lack of trust in what they are saying, etc.

Avoid hasty judgments. Wait until you get all the facts before you make judgments.
Make sure you ask the right questions and listen to the answers before assessing the
situation. Pick up on the obscure.

Listening is fun. Develop this attitude. Make a game of seeing how well you listen.

Capitalize on extra time. Stay on track by entering the information into the CAD system
as the person is talking to you. Analyze what the caller said as time allows

Avoid hasty judgments. ait until you get all the facts before you make a judgment.
Make sure you ask the right questions and listen to the answers first.

Do not use jargon known only by public safety personnel. Use simple words and
sentences. Communicate to inform-not to impress. Don't attempt to educate the caller in
terminology or the law. You could just make the caller feel dumb or start an argument.

Be prepared. Check resources. Know what you work with. Familiarize yourself with
what details each division handles. Citizens call the police department for many reasons.
To report crimes, to ask legal advice, to ask directions, to ask for services provided by
other city or private agencies. A dispatcher must know which services their police/fire
department (s) provide and which they do not. Further, you must know what group
within the department handles each reported situation.
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UNIT 4
Information Sheet #3
TEN RULES OF CALL MANAGEMENT

1. Remember to respond to the caller’s need, not the caller’s behavior.

2. Careless treatment of the victim can cause major problems in the victim’s recovery from
their crisis.

3. Document any conversation that the caller was extremely difficult and has a potential of
negative impacts.

4. Remember everyone reacts to their crisis in different ways.

5. Ask questions. Asking the right questions will help you obtain the right answers.
Don’t give up until you have the answers you need.

6. Be aware of trigger words.
7. Avoid becoming defensive - don’t take it personal.
8. Victims in crisis need a dispatcher to relay control, understanding, confidence,

reassurance and allow them their dignity.
9. Utilize repetitive persistence as an effective calming technique.

10.  Professional control and calm persistence along with empathy are effective tools in
defusing the most difficult situations.
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